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Report No. 
DRR 19/061 

London Borough of Bromley 
 

PART 1 

 
   

Decision Maker: ER&C PDS 

Date:  Wednesday 20 November  2019 

Decision Type: Non Urgent  
 

  

Title: TFM Contract Monitoring Report  

Contact Officer: Michael Watkins,  Assistant Director – Strategic Property 
Michael.Watkins@bromley.gov.uk    0208 313 4178 

Chief Officer: Sara Bowery, Director of Housing, Regeneration and Planning 

Ward: All Wards 

 
1. Reason for report 

This report is intended to provide the ER&C PDS with a review of the Facilities Management 
offering by Amey Plc in respect of performance from January to September 2019 together with a 
detailed review of the approach Cushman and Wakefield have applied in relation to their 
targeted £1m savings from the TFM Contract.   

2. RECOMMENDATION(S) 

2.1  That the ER&C PDS is recommended to note the update provided by Amey Plc in respect 
of performance from January to September 2019. 

2.2 That the ER&C PDS is recommended to note the work undertaken by Cushman and 
Wakefield to date in respect of delivering the £1m of additional savings to the Council as a 
benefit of utilising Cushman and Wakefield’s services. 

 

Page 3

Agenda Item 12

mailto:Michael.Watkins@bromley.gov.uk


  

2 

Impact on Vulnerable Adults and Children 
 

1. Summary of Impact: It is not considered that there will be any impact on Vulnerable Adults 
and Children other than that a number of premises where services are provided to this group 
are included within the Council’s property portfolio. 

 
________________________________________________________________________________ 
 

Corporate Policy  1. Policy Status: Existing Policy:   
 

2. BBB Priority: Excellent Council  
 

Financial 
 

1. Cost of proposal: N/A 
 

2. Ongoing costs:  N/A 

3. Budget head/performance centre:  N/A 
 

4. Total current budget for this head:  N/A  
 

5. Source of funding: N/A 
  
________________________________________________________________________________ 
 

Personnel 
 

1. Number of staff (current and additional):N/A    
 

2. If from existing staff resources, number of staff hours: N/A    
________________________________________________________________________________ 
 

Legal 
 

1.  N/A 
 

2. Call-in: Non Applicable:   
________________________________________________________________________________ 
 

Procurement 
 

1. Summary of Procurement Implications: N/A   
________________________________________________________________________________ 
 

Customer Impact 
 

1. None 
________________________________________________________________________________ 
 

Ward Councillor Views 
 

1. Have Ward Councillors been asked for comments? N/A  
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3. COMMENTARY 

3.1 This report covers two elements of the TFM Contract; 

Amey Performance January – September 2019 and Cushman and Wakefield additional 
Growth & Cost Savings Performance to date 

3.2 Members should note that this report does not cover the future strategic direction of the TFM 
Contract. The TFM contract commenced on 1 October 2016 and expires on 1 October 2021. 
There is an option to extend the contract for a further three years. This could be achieved via a 
single extension or could be broken down into 1+1+1 years (although the latter option is not 
advised by Legal and would not be cost effective for any parties to the contract). 

3.3 Benchmarking is under way and contractually has to be undertaken in 42nd month of the 
contract (April 2020). Amey has to report on the outcome of the benchmarking exercise in the 
form of a lessons learned report. Discussions regarding value for money and pricing schedules 
will be informed by the contents of their report. The Client Team has agreed Amey’s 
Benchmarking Plan, which outlines how it will benchmark the services. This will then be 
reviewed and referenced by market views so that Officers can provide Members with 
recommendations as to the future of the contract.  

3.4 This work is due to be completed by Amey in early January 2020.  Following analysis of this 
exercise, Officers will then report to the Executive with a series of recommendations as to the 
future strategic direction of this contract.  

3.5 Amey Performance January – September 2019 

 Introduction 

3.6 Attached at Appendix 1 is a report from Amey detailing their view as to performance for the 
period January – September 2019. 

3.7 During this period the Client Property Team have held numerous meetings with Amey and 
together with appearances at this committee the Amey Account Manager has been repeatedly 
reminded of the importance of ensuring that the Council’s facilities are regularly inspected and 
that faults are pre-empted.  The outcome of these interventions  has seen an improvement in 
the generic approach taken by Amey and the number of  faults and repairs logged by Amey 
staff by month is shown below; 

Jan Feb Mar Apr May Jun Jul Aug Sep 

180 107 142 116 103 149 142 109 129 

3.8 Amey are also interacting with other Service areas and regularly attend when requested at the 
Departmental Representatives Forum.   

3.9 During the reporting period Amey undertook 3,475 Reactive tasks and undertook 3,636 
Planned tasks.  A breakdown of these via category and response time is detailed within the 
Amey report at Appendix 1. 

3.10 During the reporting period the contractual KPI’s have been achieved (with a failure in April 
regarding Planned Preventative Maintenance)– however since September there has been a 
failure in Planned Preventative Maintenance which is likely to roll into October.  This was 
attributable to misconduct by members of Amey’s staff, with prompt action being taken by 
Amey in accordance with HR procedures.  In all cases the appropriate financial penalty has 
been applied. 
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 Cushman and Wakefield Additional Growth & Cost Savings Performance to date 

Introduction 

3.11 This report explains how CW approaches its comments in respect of Income growth and cost 
savings focusing on what sort of growth and savings are being achieved, how these are 
recorded and monitored, current progress and forecast up to March 2021.  In essence this 
work (as set out at 3.16-3.23) is the main service provided by Cushman and Wakefield.  

3.12 Cushman and Wakefield are also responsible for undertaking the Councils Statutory Asset 
Valuations and Members will be aware that they are currently undertaking a revaluation of the 
Council’s asset base following recommendations from the Councillors Auditors. This work is 
ongoing and being monitored by the Assistant Director – Strategic Property and the Director of 
Finance.  

Contractual Requirements 

3.13 Cushman & Wakefield’s sub-contract with Amey states that:  

“The Sub-Contractor may make savings in the following ways:  

• Adopting a more commercial approach to managing rents which will result in an 
increased income; and  

• Adopting a more commercial approach to service charge recoveries.” 

Cushman and Wakefield Approach 

3.14 At the outset of the income growth analysis period Cushman and Wakefield discussed with the 
Council the approach which would be taken to analysing the income growth which would be 
attributable to the work undertaken by them and agreed certain parameters to reflect the sort 
of growth the Council might normally have forecasted and the additional growth which is 
attributable to CW’s new approach. 

3.15 CW has identified several categories which they use to allocate the income growth and 
savings which they secure. These categories can be described as follows: 

3.16 Rent Reviews – Many of the leases the Council has granted to its tenants have periodic rent 
reviews at intervals of every three of five years. The leases contain terms which link the rent 
increases to market conditions and both parties negotiate to reach an agreement on the new 
rent. If agreement is not possible then there is usually provision in the leases to appoint an 
independent expert to determine what the rent should be. CW undertakes these negotiations 
on behalf of the Council.  Some leases will have rent increases which are index linked and 
these may occur more regularly, sometimes annually. 

3.17 Lease Renewals – Commercial leases fall broadly into two categories when it comes to how 
to handle negotiations. Some tenants will have rights to have their leases renewed through 
negotiation. Others will have been granted leases which specifically exclude such rights and 
will have no automatic right to renewal. In both cases negotiations are required in a similar 
fashion to rent reviews and again a set of parameters was agreed with The Council relating to 
how to analyse the income growth achieved. 

3.18 New Lettings – This relates to property which has either been vacant on a long-term basis – 
such as at Market Square or properties at which tenants have not renewed their leases, have 
vacated resulting in the need to re-let the property. In these cases, market conditions and 
letting assumptions at the commencement of marketing are considered when analysing the 
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income growth achieved and amounts attributable to the success CW has in exceeding market 
expectations. 

3.19 Lease Renegotiations – There are sometimes opportunities to renegotiate favourable lease 
terms for the Council before leases expire and improve income return brought about from 
having developed good working relationships with the Council’s tenants and then being able to 
work with them to reach a result which meets both parties’ objectives. 

3.20 Cost Recharges - Many Council leases entitle the Council to recover not only rent but other 
sums such as insurance, utilities costs or service charges. CW undertakes a rolling review of 
the leases to check that the full and proper recovery of these sums is being achieved. Where 
gaps in historic recovery are identified and the amounts are corrected resulting in new higher 
charges being made, CW report on the increases achieved. 

3.22 The Glades & The Walnuts Shopping Centres - The leasing arrangements at each 
shopping centre require both long leaseholders to provide an annual account to the Council of 
expenditure to help calculate what the Council’s contribution – as freeholder - should be. 
Historically these accounts were usually accepted on face value without detailed scrutiny. 
Since CW’s involvement, specialist service charge accountants now examine the figures 
provided and more robustly challenge these where necessary. 

3.23 Cost Refunds - This category generally relates to those situations where the Council itself is 
responsible for paying sums and through the work of CW savings or refunds have been 
achieved. These include for example: 

 Service Charges – The Council has an obligation to pay a service charge at the retail 
parades. CW audited the sums paid and discovered that the Council had been 
incorrectly overcharged resulting in a refund of previous charges and reduction of 
ongoing ones. Current and future payments are closely monitored by our consultants 
and challenged as and when necessary. 

 Business Rates – CW’s specialist Business Rates team has renegotiated the rateable 
value of several interests at which the Council is responsible for paying rates and 
because of this there have been sizeable refunds for previous payments and a 
reduction in the annual amount payable going forward. The decrease in the annual 
payments is included in the overall analysis. 

 Rents payable when the Council is a tenant itself – Similarly to the rent review 
situations described above, CW also deal with rent reviews when the Council is a 
tenant and similar criteria for the analysis of savings achieved have been discussed 
with the Council  

 Measuring Income Growth & Cost Savings 

3.24 CW follow a very rigid and transparent approach when it undertakes all the events described 
above. Individual surveyors are allocated specific jobs such as rent reviews and lease 
renewals and then must complete initial reports on the anticipated outcome which are checked 
and signed off by line managers. The cases are robustly reviewed by line managers as the 
events progress and all correspondence and meetings are carefully recorded. When the event 
is completed line manager and client approval is sought and these cases are regularly 
reviewed to help collate the figures used for the income growth/cost saving analysis. Separate 
files are created in which all documents are held, and these are available to the Council to 
check to ensure the work undertaken and sums claimed can be validated.  

3.25 All instructions to Liberata are also recorded to ensure the new sums are properly collected. 
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3.26 During the summer CW undertook an independent audit of this process and sums recorded 
whereby a separate management team reviewed the work done on a line by line basis and 
either signed off the amounts claimed or adjusted these where necessary. 

3.27 For each quarterly period a schedule is used to record each individual transaction, event or 
saving with details of the following: 

• Address 

• Tenant (or landlord) 

• Type of event – rent review, lease renewal, renegotiation etc. 

• Date of event 

• Current rent 

• Council’s budgeted growth forecast 

• New rent achieved 

• Difference between new and forecasted rents 

• Cross check to filed details and evidence 

• Cross check with Finance team 

3.28 An overall schedule is also kept so that progress can be monitored at a high level and then 
linked to individual events.  This is attached at Appendix 2. 

3.29 CW understand the importance of ensuring that our figures are transparent and verifiable by 
the Council’s Property and Finance teams and to that extent have adopted a painstaking 
approach to making sure on an individual line by line, case by case basis that amounts 
corroborate.  

3.30 Regular reviews with the Property and Finance teams have taken place during the review 
period and robust discussion and challenge takes place to ensure the amounts confirmed as 
contributing to the overall total are in line with the agreed parameters of measurement. 

Current Position & Forecast 

3.31 The Master Schedule at Appendix 2 illustrates the current position and progress which has 
been made 

3.31 To end of the second quarter of 2019/2020 period total growth/savings amount to £411,000 

3.32 Based on actual performance to date and forecast to end of 2020/2021 the current overall total 
is expected to be £850,000.   

3.33 CW anticipate that during the Q4 and Q1-4 2020/21 that the current projected shortfall of 
£150k against the £1m target will be closed as ongoing work relating to Service Charge 
calculations/deductions from the Glades/Walnuts continues – these are taking longer due to 
complexities of the lease and analysis of accounts . 

3.34 Members should note that no inclusion of lump sum savings and refunds e.g. historic service 
charge recoveries and rates refunds.  For example, against the 2010 Rating List, CW achieved 
refunds of £184,000 due to the work they undertook for the Council during 2017/18. The target 
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£1m relates to year on year growth/revenue savings. The decrease in the annual payments is 
included in the overall analysis 

3.35 Detailed spreadsheets detailing each quarter’s linear approach undertaken by Cushman and 
Wakefield to support the cumulative figures shown at Appendix 2 are provided in the Part 2 
Report supporting this Report. 

 
4.      IMPACT ON VULNERABLE ADULTS AND CHILDREN  

It is not considered that there will be any impact on Vulnerable Adults and Children other than 
that a number of premises where services are provided to this group are included within the 
Council’s property portfolio. 

5       POLICY IMPLICATIONS 

5.1 The Council’s aims include being an authority which manages its assets well. 

6      FINANCIAL IMPLICATIONS 

6.1 The efficiencies and savings Cushman and Wakefield have achieved are detailed at Appendix 
2.  These continue to be monitored and reconciled against budgets. 

 

Non-Applicable Sections: Personnel Implications , Legal Implications And  
Procurement Implications 

Background Documents: 
(Access via Contact 
Officer) 
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Appendix 1 

London Boroughs TFM – London Borough of Bromley Account 
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Contents: 

 

Section 

1. Introduction 

2. Performance Jan 2019– Sept 2019 
3. Key Performance Indicators (KPI’s) 

4. Conclusion 
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1 - Introduction 

This report has been developed for presentation to the Policy Development & Scrutiny Committee in 

order to provide an overview of the performance of the Total Facilities Management Contract provided by 

Amey. The report provides a summary for the period of January 2019 to September 2019. 

 
The work streams provided under the contract are: 

 

Planned 

Statutory Compliance tests and inspections 

Business Critical System maintenance 

Planned Maintenance Programme (Corporate & Education) 

Reactive 

Breakdowns and faults 

Mail services 

Committee Room Support 

Event Support 

Porters and attendants 

Print management 

Cleaning 

Security 
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2 - Service Performance – Planned and Reactive 

 
The contract specifies a number of Service Level Agreements for attendance following 

notification of a fault. These are set out in the table below: 

 

2.1 Service Level Agreements (SLA’s) 

 
 

Item SLAs 

Lift emergency Attend 30m 

Priority 1 (P1) Attend 4h 

Priority 2 (P2) Attend 1d 

Priority 3 (P3) Attend 1w 

Priority 4 (P4) Attend 2w 

 
Examples of Building related category types (Operational Property) 

P1 – Health & Safety, Building Security, No hot water, No heating 

P2 – Multiple lights out, water leak, blocked sink, Heating fault 

P3 – Faulty tap, light not working 

P4 – Key cutting, fencing 

 

Examples of Soft Services related category types (Facilities & Support) 

P1 – WC’s not cleaned, fluid on floor 

P2 – Stairs not vacuumed, sanitary bins full 

P3 – Printing request, Paper request, confidential waste request 

P4 – Not particularly used 

 
All the above Service Level Agreements are the response times to reported faults. 

 

Should there be an event that could impact business continuity we have a site presence and can 
therefore act immediately. 

 
When the end user reports a fault they are given a unique task number that identifies the fault they have 

logged. They will receive a further update once resource is assigned and an indication of timescales. 
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Tasks logged 

171 214 12 36 85 

3000 

2000 

1000 

0 

2957 

Tasks logged 

P4 P3 P2 P1 

0 

62 48 

Total 

Pass 
307 268 500 

654 576 
1000 

Total Tasks by Priority 
1712 

1457 

2000 

 
1500 

 
 

Reactive Work-stream Volumes 

The table below represents the volume of reactive Facilities Management tasks logged via our Helpdesk 

by service stream for the period of this report, 1st January 2019– 30th September 2019 which totals 

3,475. 

 

Summary of Reactive tasks by month 
 

Category Jan Feb Mar April May June July Aug Sept Total 

Maintenance 

Requests 
263 300 344 380 434 343 394 291 208 2,957 

Cleaning 

Requests 

12 18 8 13 6 5 7 3 13 85 

Pest Control 

Issues 

5 4 1 7 5 5 3 3 3 36 

Security 

Requests 

4 2 1 1 1 1 1 1 0 12 

Porterage 

Requests 

18 33 22 31 25 18 21 21 25 214 

Waste 

Collection 

Requests 

15 48 18 9 18 8 10 19 26 171 

Total 320 405 394 441 489 380 435 338 275 3,475 

 
 

The below chart shows all reactive tasks undertaken in the period broken down by priority: 
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Pass Total 

3450 

3400 

3350 

3300 

3438 

3650 

3600 

3550 

3500 

3636 

 

 

 

The below illustrates the number of faults and repairs logged by Amey staff by month. 
 

Jan Feb Mar Apr May Jun Jul Aug Sep 

180 107 142 116 103 149 142 109 129 

 

 
Planned Tasks Issued and Completed 

The table below represents the volume of planned tasks issued and completed within SLA for the period 

of this report, January 2019– September 2019 which totals 3,636 

 
 

Summary of Planned Preventative Maintenance tasks by month 
 

SLA Jan Feb Mar April May June July Aug Sept Total 

Total 204 299 345 336 444 569 390 448 601 3,636 

Pass 197 285 339 316 442 551 381 444 483 3,438 

Fail 7 14 6 20 2 18 9 4 118 198 

% 96% 95% 98% 94% 99% 97% 98% 99% 75% 95% 
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3 - Key Performance Indicators (KPI’S) 

 

The contract specifies that Amey report against the contractual KPI’s on a monthly basis with analysis 
of performance. The minimum requirement is a score of 95% and any score below 95% attracts a 

financial penalty. 

The KPI’s are based on a balanced scorecard which enables the measurement to be weighted ensuring 
those areas deemed as most important to hold the greatest weighting and measured across the key 

areas of contractual delivery and compliance as below: 

 

KPI Category Monthly Weighting Quarterly Weighting 

1. Health & Safety  18%  N/A 

2. Contract 

compliance 

 16%  N/A 

3. Hard FM  17%  N/A 

4. Soft FM  17%  N/A 

5. Finance  16%  N/A 

6. Projects  16%  N/A 

7. Strategic  N/A  100% 

 

At the E&R PDS committee meeting that was held on 19th March 2019 a clear steer was received 

by Amey in terms of the Councils expectations in regard to managing the Public and high profile 

areas within the Civic Centre complex. 

 
The proactive inspections commenced on 21st March and the weekly reviews commenced on 

Monday 25th March 2019. 

The table below summarizes the findings of the Daily inspections from 21st March to 30 September 2019 

 

 

 
Discipline No of faults Complete Open faults 

Cleaning 21 21 0 

Maintenance 109 104 5 

 

 

150 

100 

50 

0 

 
 
 
 
 

 
Soft services Hard services 

 
Total logge 

Comlpete 

Open 

 
 

109 104 

21 21 
0 5 
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Commentary: 

In total the team have identified and dealt with 130 faults in the public and high-profile areas 

The remaining open maintenance tasks are pending availability of parts or quoted works pending 

review and approval. 

 

Print work 
 

The below sets out the volumes of print work generated via the print room in the period: 
 

General Printing Volumes Committee Printing Volumes 

No of print jobs 160 No of print jobs 80 

No of sheets of paper 195,297 No of sheets of paper 356,949 

No of reams of paper 391 No of reams of paper 715 

No of boxes of paper 79 No of boxes of paper 143 

 
This is a decrease from the previous year and staffing level have been deployed to suit demands 

 
Projects 

Works excluding corporate and public building planned programme and education planned programme 

Special Projects 

8 projects 

Total Value £2,241,316.00 

Average of £280164.00 

2 recently completed (including Norman Park Running Track) 

4 currently in progress 

1 shortly being tendered 

1 shortly to awarded 

 
Client Funded Projects 

100 projects in total completed – value £552428 – average £5524.00 

9 projects in progress – Value £31,000.00 – average £3,444.00 

3 pipeline projects – Value £134,000.00 – average £45,000.00 

14 insurance projects – Value £142982 – average £10,213.00 

126 total projects total value £860410.00 - average £6938 

 

A monthly Projects meeting is facilitated between Amey and LBB where a review of delivery against 

programme, any key risks and financial status is undertaken. We are now delivering a far higher 

volume of projects than in previous years due to the relationships built with internal LBB Departments 
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Customers Include; 

Environmental Services, Children and Family Centres, Education, Children & Social Care, Adult Care 

Services, Housing, Corporate, Libraries and Insurance Claims 

 
 

 
4 – Conclusion 

 

Our Health and Safety record is excellent and we have a clear goal and strategy to achieve Zero Harm. 

Contract Compliance is strong with monthly minuted Service Operations Board meetings and six monthly 

Strategic Partnership Board meetings taking place along with regular informal operational meetings. 

We have a robust financial process in place jointly with the client management team that allows for a 

measurement of accuracy, value and scrutiny. Regular Work In Progress meetings with the client 

management team ensure that all project related risks are captured and resolutions agreed along with 

ensuring adherence to programme and financial performance. 

Whilst the LBB Total Facilities Management contract offers many challenges we work collaboratively with 

the client management team to ensure service delivery is maintained to the standards specified by the 

contract. 
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Appendix 2

Q1      

Actual

Q2      

Actual

Q3        

Actual

Q4        

Actual

Q1      

Actual

Q2       

Target Q2      Actual

Q3       

Target

Q3      

Actual

Q4       

Target

Q4       

Actual Q1       Target Q2       Target Q3       Target Q4       Target

Initial Income Growth

Glades  £-00  £-00  £-00  £-00 

Walnuts  £10,000  £-00  £-00  £-00  £-00  £-00 

Market Square  £28,323  £28,323  £-00  £-00  £-00  £-00  £-00  £-00 

Others  £-00  £-00  £10,000  £10,000  £10,000  £10,000 

 £10,000  £-00  £10,000  £10,000  £10,000  £10,000  £10,000  £40,000 

Core Income Growth

Lease Events

 - Rent Reviews  £34,031  £15,426  £15,426  £19,400  £4,019  £20,000  £30,000  £15,000  £15,000  £15,000  £15,000 

 - Lease Renewals  £36,764  £3,138  £3,138  £14,741  £3,674  £20,000  £50,000  £12,000  £17,000  £12,000  £17,000 

Lease Renegotiations  £6,354  £6,534  £10,000  £17,026  £12,000  £15,000  £11,250  £11,250  £11,250  £11,250 

 £12,579  £70,795  £53,000  £53,000  £189,374  £24,720  £52,000  £95,000  £147,000  £38,250  £43,250  £38,250  £43,250  £163,000 

Cost Recovery & Savings

Cost Refunds  £16,767  £47,500  £2,000  £4,000  £2,000  £3,000  £3,000  £1,000  £4,000 

Cost Recharges

 - Service Charge  £6,300  £4,286  £3,180  £4,286  £-00  £-00  £-00  £-00 

 - Insurance  £12,173  £17,143  £2,430  £17,143  £-00  £-00  £-00  £-00 

 - Utiliites  £3,375  £10,000  £3,678  £10,000  £-00  £-00  £-00  £-00 

 - Business Rates  £25,098  £28,865  £4,286  £10,000  £10,000  £5,000  £5,000 

 £63,713  £28,865  £92,578  £91,641  £37,714  £37,714  £13,000  £13,000  £6,000  £9,000  £41,000 

 £76,292  £99,660  £53,000  £53,000  £282,373  £91,641  £38,008  £194,714  £244,000 

 Actual to 

date  £411,601 

 Forecast 

plus 

actual  £606,315 

 £850,315 

2018 2020

P
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